
Service Quality Measurements
Regional Performance Reports

PRE-ORDERING AND ORDERING OSS

OSS Interface Availabilitv

09/01/98

-
OSS Interface % Availability
LENS x
LEO Mainframe x
LEO UNIX x
LESOG x
EDl x
HAL x
BOCRIS x
ATLAS/COFFI x
RSAGiDSAP x
socs x
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ORDERING

Function: Ordering

Service Quality Measurements
Regional Perfonnance Reports

09/01/98

Measurement
Overview:

Measurement
Methodology:

When a customer calls their service provider, they expect to get infonnation promptly
regarding the progress on their order(s). Likewise. when changes must be made. such
as to the expected delivery date. customers expect that they will be immediately notified'
so that they may modify their own plans. The order status measurements monitor.
when compared to applicable BST results. that the CLEC has timely access to order
progress infonnation so that the customer may be updated or notified when changes and
rescheduling are necessary.

I. Percent Flow-through Service Requests =L (Total of Service Requests that flow­
through to the BST aSS) / (Total Number of valid Service Requests delivered to BST
aSS) x 100.

Definition: Percent Flow-through Service Reguests measures the percentage of orders
submined electronically that utilize BSTs' ass without manual (human) intervention.

Methodology:
• Mechanized tracking for flow-through service requests and manual SOER error

audit reports (3/31/98). Mechanized tracking for SOER errors and flow-through
(4/30/98).

• BST mechanized order tracking.

2. Percent Rejected Service Requests =L (Total Number of Rejected Service Requests)
/ (Total Number of Service Requests Received) X 100.

Definition: Percent Rejected Service Requests is the percent of total orders received
rejected due to error or omissions.

Methodology:
• Manual tracking for non flow-through service requests
• Mechanized tracking for flow-through service requests
• BST retail report not applicable.

3. Reject Interval =L [ (Date and Time of Service Request Rejection) - (Date and Time
of Service Request Receipt) 1/ (Number of Service Requests Rejected in Reporting
Period). Requests are provided based on four (4) hour increments within a 24 hour
period, along with the percent greater than 24 hours.

Definition: Reject Interval is the average reject time from receipt of service order
request to distribution of rejection.

Methodology:
• Non-Mechanized Results are based on actual data from all orders.
• Mechanized Results are based on actual data for all orders from the ass.
• BST retail report not applicable.
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ORDERING

Service Quality Measurements
Regional Performance Reports

09/01/98

Measurement
Methodology:

4. Firm Order Confirmation Timeliness = L [ (Date and Time of Finn Order
Confirmation) - (Date and Time of Service Request Receipt) ] / (Number of Service
Requests Confirmed in Reporting Period)

Definition: Interval for Return of a Firm Order Confirmation (FOC Interval) is the
average response time from receipt of valid service order request to distribution of order
confirmation. Results are provided based on four (4) hour increments within a 24 hour
period, along with the percent greater than 24 hours.

Methodology:
• Non-Mechanized Results are based on actual data from all orders.
• Mechanized Results are based on actual data for all orders from the O$S.
• SST retail report not applicable.

5. Speed of Answer in Ordering Center = L (Total time in seconds to reach LCSC) /
(Total # of Calls) in Reporting Period.

Definition: Measures the average time to reach a SST representative. This can be an
important measure of adequacy in a manual environment or even in a mechanized
environment where CLEC service representatives have a need to speak with their aST
peers.

Methodology:
• Mechanized tracking through LCSC Automatic Call Distributor.
• Mechanized tracking through aST retail center support systems.

Page 6 Version 070298



Service Quality Measurements
Regional Perfonnance Reports

ORDERING

09/01/98

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Finn Order Confirmation Interval: Invalid

• CLEC Aggregate Service Requests, and orders received outside

• BST Aggregate (Where Applicable) of normal business hours

• State and Regional Level • Percent Flow-through Service Requests:

• ~ 10 and ~ 10 Circuit Categories not available Rejected Service Requests
in a pre completion order mode. • % Rejected Service Requests: Service

• Resale Res and Bus reporting categories Requests canceled by the CLEC
require adherence to OBF standards. • Supplements on Manual Orders

• "Other" category reflects service requests
which do not have service class code
populated.

• Dispatch. No Dispatch ~ 10 and ~ 10 Circuit
Categories not available in a pre completion
order mode.

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Perfonnance:

• Report Month • Report Month

• Interval for FOC • Interval for FOC

• Reject Interval • Reject Interval

• Total number of LSRs • Total number of LSRs

• Total number of Errors • Total number of Errors

• Adjusted Error Volume • Adjusted Error Volume

• Total number of flow through service requests • Total number of flow through service requests

• Adjusted number of flow through service • Adjusted number of flow through service
requests requests

• State and Region • State and Region

Percent Flow-Through Service Requests
Mechantzed LSRs BST Flow.Throu!1h

Locallnlerconnec!lon Trunks X ReSidence X

UNE X Business X

Resale - Residence X

Resale· Business X

Resale - Special X

UNE - Loops \\, LNP X

Olher X

Percent Rejected Service Requests
Mechanized LSRs Non·Mechanized LSRs

ocallnlerconneclIon Trunks X X

UNE X X

~esale • Residence X X

~esale - Business X X

Resale - Special X X

~E - Loops \\ L~P X X

plher X X
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ORDERING

Reject Distribution Interval and Average Interval
Mechanized LSRs Non-Mechanized LSRs

Local Interconnection Trunks

UNE X X

Resale· Residence X X

Resale - Business X X

Resale: - Spc:cial X X

UNE - Loops \\,LNP X X

Other X X

Firm Order Confirmation Distribution Interval and Average Interval
Mechanized LSRs Non-Mechanized LSRs

Local Interconnection Trunks X X

liNE X X

Resale - ResIdence X X

Resale - Business X X

Resale - Special X X

UNE - Loops w/LNP X X

Other X X

Speed of Answer in Ordering Center
Ave. Answer time (Sec.) / month

LCSC x
Residence Service Center X

Business Service Center X
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Service Quality Measurements
Regional Performance Reports

09/0 1I98

Function:
Measurement
Overview:

Measurement
Methodology:

Average Completion Interval and Order Completion Interval Distribution
The "average completion interval" measure monitors the time required by SST to
deliver integrated and operable service components requested by the CLEC. regardless
of whether resale services or unbundled network elements are employed. When the
service delivery interval of SST is measured for comparable services, then conclusions
can be drawn regarding whether or not CLECs have a reasonable opportunity to
compete for customers. The "order completion interval distribution" measure monitors
the reliability of SST commitments with respect to committed due dates to assure that
CLECs can reliably quote expected due dates to their retail customer. In addition, when
monitored over time, the "average completion interval" and "percent completed on
time" may prove useful in detecting developing capacity issues.
I. Average Completion Interval = L: [ (Completion Date & Time) -(Order Issue Date &
Time) ] 1(Count of Orders Completed in Reporting Period)

2. Order Completion Interval Distribution =L: (Service Orders Completed in "X" days)
/ (Total Service Orders Completed in Reporting Period) X 100

The actual completion interval is determined for each order processed during the
reporting period. The completion interval is the elapsed time from SST receipt of a
syntactically correct order from the CLEC to SST's actual order completion date.
Elapsed time for each order is accumulated for each reporting dimension. The
accumulated time for each reporting dimension is then divided by the associated total
number of orders completed within the reporting period.

The distribution of completed orders is determined by first counting, for each specified
reporting dimension, the total numbers of orders completed within the reporting interval
and the interval between the issue date of each order and the completion date. D&F
orders where the CLEC serves as the agent for the end-user are included in this
measurement. For each reporting dimension, the resulting count of orders completed
for each specified time period following the issue date is divided by the total number of
orders completed with the resulting fraction expressed as a percentage.

Definition: Average time from issue date of service order to actual order completion
date.

Methodology:
• Mechanized metric from ordering system

Page 9 Version 070298



Service Quality Measurements
Regional Perfonnance Reports

PROVISIONING

09/01/98

Reporting Dimensions: . Excluded Situations:

• CLEC Specific • Canceled Service Orders

• CLEC Aggregate • Initial Order when supplemented by CLEC

• BST Aggregate • Order Activities of BST associated with

• State and Regional Level internal or administrative use of local services

• ISDN Orders included in Non Design· GA
Only

• Dispatch/No Dispatch categories are not
applicable to trunks.

Data Retained Relating to CLEC Experience: Data Retained Relating to aST Perfonnance:

• Report Month • Report Month

• CLEC Order Number • Average Order Completion Interval

• Order Submission Date • Order Completion by Interval

• Order Submission Time • Service Type

• Order Completion Date • Activity Type.' Order Completion Time • State and Region

• Service Type

• Activity Type

• State and Region

Order Completion Interval Distribution and Average Completion Interval

"''''''A ." C::"m" n"vl 1 I 2 I 3 I 4 I 5 I >5 Int~rval

Dispatch
CLEC orders
< 10 circuits x x x x x x x X
>= 10 CircUits X X X X X X X X

BSTorders
< 10 cirCUits X X X X X X X X
>= 10 <"ir<", Ill .. l( l( l( II II II II II

No Dispatch
CLEC orders
< 10 cirCUits X X X X X X X X
>= 10 CirCUits X X X X X X X X

BSTorders
< 10 CircUits X X X X X X X X
>= 10 ""<"'lit!: II l( II II X X X 'It

1:>"''' A' ." 1:>"",....""" ~am~ D;lvI 1 I 2 I 3 I 4 I Ii I >Ii Int"",,,1

Dispatch
CLEC orders
< 10 Circuits X X X X X X X X
>= 10 circuits X X X X X X X x

BSTorders
< 10 circuits X X X X X X X X
>= In ,....,..""" x x x x x y y II

No DispatCh
CLEC orders
< , 0 cirCUits X X X X X ~ X X

>= 10 CIrCUits

BSTorders
< '0 Circuits x x x X X X X X

>= 1n "'lr"",,'"
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PROVISIONING

Order Completion Interval Distribution and Average Completion Interval

l':"E i':O:" UESIG:-< 0-5 I 6·10 I 1\. 15 I 16 • 20 I 21 -25 I 26·30 I > 30 .....\·era~e Complellon Inter.al

Dispatch
< 10 CircUits X X X X X X X X
>z 10 Circuits X X X X X X X X
No Dispatch
< 10 Circulls X X X X X X X X
>= 10 Circuits X X X X X X X X

t::'\E DESIG:-< 0·5 I 6 - 10 I II· 15 I 16· 20 I 21· 25 I 26· 30 I > 30 Avera~e Complellon Interval
Dispatch
< 10 Circuits X X X X X X X X
>= 10 Circuits X X X X X X X X
No Dispatch
< to Circulls X X X X X X X X
>z 10 CircUits X X X X X X X X

l'NE LOOPS w,L:-<P Same Da\ I I I 2 I 3 I ~ I 5 I >5 .....\Cra~e Completion Inter.·al
Dispatch
< 5 Circuits X X X X X X X X
>z 5 CircullS X X X X X X X X
No Dispatch
< 5 Circuits X X X X X X X X
>z 5 Circuits X X X X X X X X

0-5 I 6·10 I 1\· 15 I 16· 20 I 21 - 25 I 26· 30 I >.,0 Average Completion Inter.·al

LOCAL
I:-';TERCO:'li~ECTlO;'ll X X X X X X X X
TRliNKS

RESALE DESIGN Q~

Dispatch
CLEC orders
< 10 Circuits )( )( )( )( X X X X
>= 10 Circuits )( )( )( X X )( )( )(

BSTorders
< 10 Circuits X )( )( X )( )( X )(

>=
No Dispatch
CLEC orders
< 10 Circuits X X X X )( X X
>= 10 Circuits

BSTorders
< 10 CirCUits )( )( x )( )( )( x X
>=

Page II Version 070298



PROVISIONING

Function:

Service Quality Measurements
Regional Performance Reports

Held Order Interval Distribution and Mean Interval

09/01198

Measurement
Overview:

Measurement
Methodology:

When delays occur in completing CLEC orders, the average period that CLEC orders
are held for BST reasons, pending a delayed completion, should be no worse for the
CLEC when compared to BST delayed orders.
I. Mean Held Order Interval = L: (Reporting Period Close Date - Committed Order Due
Date) / (Number of Orders Pending and Past The Committed Due Date) for all orders
pending and past the committed due date.

This metric is computed at the close of each report period. The held order interval is
established by first identifying all orders, at the close of the reporting interval, that both
have not been reported as "completed" via a valid completion notice and have passed
the currently "committed completion date" for the order. Held orders due to end-user
reasons are included and identified in this report. For each such order the number of
calendar days between the committed completion date and the close of the reporting
period is established and represents the held order interval for that particular order. The
held order interval is accumulated by the standard groupings, unless otherwise noted,
and the reason for the order being held, if identified. The total number of days
accumulated in a category is then divided by the number of held orders within the same
category to produce the mean held order interval.

1. Held Order Distribution Intervals

(# of Orders Held for ~ 90 days) / (Total # of Orders Pending But Not Completed) X
100.

(# of Orders Held for ~ 15 days) / (Total # of Orders Pending But Not Completed) X
100.

This "percentage orders held" measure is complementary to the held order interval but
is designed to reflect orders continuing in a "non-completed" state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the "held order interval" measure. All orders, for which the "held order interval" equals
or exceeds 90 or 15 days are counted, unless otherwise noted as an exclusion. The total
number of pending and past due orders are counted (as was done for the held order
interval) and divided into the count of orders held past 90 or 15 days.

Definition: Average time orders continue in a "non-complete" state for an extended
period of time.

Methodology:
• Mechanized metric from ordering system.
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Reporting Dimensions: Excluded Situations:

• CLEC Specific • Any order canceled by the CLEC witl be

• CLEC Aggregate excluded from this measurement.
• BST Aggregate • Order Activities of BST associated with
• State and Regional Level internal or administrative use of local services.

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Report Month • Report Month
• CLEC Order Number • Average Held Order Interval
• Order Submission Date • Standard Error for the Average Held Order
• Committed Due Date Interval
• Service Type • Service Type
• Hold Reason • Hold Reason
• State and Region • State and Region

Hel4 Order Interval Distribution and Mean Inten'al
0/0>=15 Days 00>=\10 Days

Faclhues EquIp Other Enci User Faclluies EquIp Other End L",er Mean
Reasons Rruons Interval

Local lnterconnecllon
Trunks X X X X X X X X X

WE Non Design X X X X X X X X X

tiNE Design X X X X X X X X X

Resale - Residence X X X X X X X X X

Resale - Business X X X X X X X X X

Resale - Design X X X X X X X X X

tiNE - Loops ",LNP X X X X X X X X X
BST Retail ResIdence X X X X X X X X X

BST Retail Business X X X X X X X X X

BST Retail Design X X X X X X X X X
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Function: Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notice.

Measurement When BST can determine in advance that a committed due date is in jeopardy it will
Overview: provide advance notice to the CLEe. There is no equivalent BST analog for Average

Jeopardy & Percent Orders Given Jeopardy Notices.

Measurement I. Average Jeopardy Interval = [2: (Date and Time of Scheduled Due Date on Service
Methodology: Order) - (Date and Time of Jeopardy Notice)]/(Number of Orders in Jeopardy in

Reporting Period).

2. Numbers of Orders Given Jeopardy Notices in Reporting PeriodlNumber of Orders
in Reponing Period.

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Any order canceled by the CLEC will be

• CLEC Aggregate excluded from this measurement

• State and Regional Level • Orders held for CLEC end user reasons

Data Retained Relating to CLEe Experience: Data Retained Relating to SST Performance:

• Report Month • No SST Analog Exists

• CLEC Order Number

• Order Submission Date

• Committed Due Date

• Service Type

Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notice.

Average Interval of
Prior Notification

(Hours)

CLEC':;'. "~':::,:~::h.~Y~;'-"f'-2tt"t;';~':E.j'~· A"~)~f~~f.]\~~:'-~it.it.~~.

Percent Orders in
Jeopardy

-;, ..

Local Interconnection Trunks
Resale Residence
Resale Business
Resale Design
UNE Loops \.... ith LNP
UNE

x
x
x
x
x
x
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Function:

Service Quality Measurements
Regional Performance Reports

Installation Timeliness. Quality & Accuracy

09/01/98

Measurement
Overview:

Measurement
Methodology:

PROVISIONING

The "percent missed installation appointments" measure monitors the reliability of BST
commitments with respect to committed due dates to assure that CLECs can reliably
quote expected due dates to their retail customer as compared to BST. Percent
Provisioning Troubles within 30 days of Installation measures the quality and accuracy
of installation activities.

I. Percent Missed Installation Appointments =L (Number of Orders missed in
Reporting Period) / (Number of Orders Completed in Reporting Period) X 100

Percent Missed Installation Appointments is the percentage of total orders processed for
which SST is unable to complete the service orders on the committed due dates. Missed
Appointments caused by end-user reasons wiJl be included and reported separate(v.

Definition: Percent of orders where completion's are not done by due date. See
"Exclude Situations" for orders not included in this measurement

Methodology:
• Mechanized metric from ordering system

2. % Provisioning Troubles within 30 days of Service Order Activity =L (Trouble
reports on Services installed S; 30 days following service order(s) completion) / (All
Service Orders in a calendar month) X 100

Definition: Measures the quality and accuracy of completed orders

Methodology:
Mechanized metric from ordering and maintenance systems.

Reponing DimensIons: E.xcluded Situations:

· CLEC Specltic · CLEC End User Reasons (Jeopardy Notitication only)

· CLEC Aggregate · aST End User Reasons (. Jeopardy Notification only)

· aST Aggregate · Orders canceled b~' the CLEC

· State and Regional level · Order Activities ofBST associated with internal or administrative
use of local seJ'\;ces.

Data Retamed Relating to ClEC E:otperience: Data Retamed Relating to SST Pen'onnance:

· Report Month · Report Month

· CLEC Order Number · aST Order Number

· Order SubmIssion Date · Order Submission Date

• Order Submission Time • Order Submission Time

· Status Type · Status T~'pe· Status Notice Date · Status Notice Date

· Status Notice Time · Status Notice Time

· Standard Order Activity · Standard Order Activity· State and RegIon le\.:1 · State and Region Level
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Percent Missed Installation Appointments

09/01/98

Dispatch No-Dispatch Dispatch No-Dispatch
<5 ckts >=; ckts <; ckts >=; ckts <10 ckts >=10 ckts <10 ckts >=10 ckts

CLEC:f~ es eLEeiEU eST LEeiEU eST LECiEU 85"[ Ee.~u 8ST CLECIEU 8ST ueiEU 8ST LECIEU 8ST

Local Interconnection
Trunks (Total Onl\')

- Total
UNE Non Design

X X X X X X X X

- Total
UNE Design

X X X X X X X X

- Total
Resale· Residence

X X X X X X X X

- Total

Resale - Business
X X X X X X X X

- Total
Resale· Design I I X X X X X X X X

- Total

UNE - Loops wlLNP I X X I X Ix I I IX X X X

- Total

Percent Missed Installation Appointments-End User Caused Missed Appointments
Dispatch No-Dispatch Dispatch No-Dispatch

<5 ckts >=; ckts <; ckts >=; ckts <10 ckts >=10 ckts <10 ckts >=10 ckts
eLEe,lOU es elEe,lOU 8ST LECi'EU 8ST LEC"lOU 85"[ ECIEU 8ST eLEeiEU 8ST LEe,lOU 8ST LEc.~U 8ST

Local Interconnection
Trunks (Total Onlv)

- Total
UNE Non Design

X X X X X X X X

• Total
UNE Design

X X X X X X X X

- Total
Resale - Residence

X X X X X X X X

• Total
Resale - Business

X X X X X X X X

- Total
Resale - Design I I I I I I I XX X X X X X X

• Total
UNE - Loops \\/LNP Ix I I I X I I I IX X X X X

- Total
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PROVISIONING

Percent Provisioning Troubles within 30 days of Installation
Dispatch No-Dispalch

Locallnterconnecllon
Trunks (CLEC &: BSTj

UNE Non o.:Sl!,!1l X X

UNEDeslgn X X

Resale· Residence X X

Resale· Business X X

Resale· Design X X

UNE • Loops \\ LNP X X
BST_Retail.ReSIdence X X

BST.Relail Business X X

BST Relail Desi~'lI X X
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Function: Coordinated Customer Conversions
Measurement This category measures the average time it takes SST to disconnect an unbundled loop
Overview: from the BST switch and cross connect it to a CLEC's equipment. This measurement

only applies to' service orders with and without LNP and where the CLEC has requested
BST to provide a coordinated cut-over

Measurement I. Average Coordinated Customer Conversion Interval = [l: [(Completion Date and
M~thodology: Time for Cross Connection of an Unbundled Looplwith LNP)- Disconnection Date

and Time of an Unbundled Loopl with LNP)]] I Total Number of Unbundled Loop
Orders withJLNP for the reporting period.

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Any order canceled by the CLEC will be

• CLEC Aggregate excluded from this measurement.

• State and Regional Level • Delays due to CLEC following disconnection
of the unbundled loop

• Any order where the CLEC has !lot requested a
coordinated cut over

• Unbundled Loops where there is no existing
subscriber loop

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Report Month • No BST Analog Exists

• CLEC Order Number

• Order Submission Date

• Committed Due Date

• Service Type

Coordinated Customer Conversions

I Average Interval
CLEC - . _.

~ -r~~, ';~;;.' cf~~_ :,:~;;",-.. ~ ~

- : -.- .

UNE Loops without LNP I X
UNE Loops ' .... ith LNP I X
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09/01/98

Function: Average Completion Notice Interval
Measurement The receipt of a completion notice by the CLEC from SST infonns the carrier that their
Overview: fonnal relationship with a customer has begun. This is useful to the CLEC in that it lets

them know that they can begin with activities such as billing the customer for service.

Measurement I. Average Completion Notice Interval = r[(Date & Time of Notice of Completion) -
Methodology: (Date & Time of Work Completion)] 1(Number of Orders Completed in Reporting

Period)

Definition: The Completion Notice Interval is the elapsed time bet\veen the SST
reported completion of work and the issuance ofa valid completion notice to the CLEC.
There is no equivalent SST Retail Measurement.

Reporting Dimensions: Excluded Situations:

• Under Development • Under Development
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Under Development • N/A

Average Completion Notice Interval
Reported Month:

Average Interval
CLECA
CLEC AGGREGATE
- Resale Residence X

- Resale Business x

- Resale Special x
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MAINTENANCE & REPAIR

09/01/98

Function:

Measurement
Overview:

Measurement
Methodology:

OSS Response Interval
• This measure is designed to monitor the time required for the CLEC interface

system to obtain from SST's legacy systems the information required to handle
maintenance and repair functions. This measure also addresses the availability of
the OSS interface for repair and maintenance.

I.. OSS Interface Availability = (Actual Availability)/(Scheduled Availability) X 100

Definition: This measure shows the percentage oftime the OSS interface is actually
available compared to scheduled availability. Availability percentages for the CLEC
and SST interface systems and for legacy systems accessed by them are captured.

Methodology: Mechanized reports from OSSs.

2 OSS Response Interval = Access Times in Increments of Less Than or Equal to 4
Seconds, Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal to 10 Seconds, Greater Than 10 Seconds, or Greater Than 30 Seconds.

Definition: Response intervals are determined by subtracting the time a request is
submitted from the time the response is received. Percentages of requests falling into
the categories listed above are reported, along with the actual number of requests falling
into those categories. This measure_provides a method to compare SST and CLEC
response times for accessing the legacy data needed for maintenance & repair functions.

Methodology: Mechanized reports from OSSs.

OSS Maintenance and Repair Interface Availability
OSS Interface % Availability
CLEC TAFI X
BSTTAFI X
LMOS Host X
MARCH X
SOCS X
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MAINTENANCE & REPAIR

OSS MAINTENANCE AND REPAIR RESPONSE INTERVAL

09/01198

Average Response Time

Transaction Totals < 4 Seconds ::: 4 and < 10 Seconds < 10.0 Sec. > 10 Sec. > 30 Sec.

Transaction Name eLEe BST BST eLEe BST BST eLEe BST BST eLEC BST BST CLEC BST BST ClEC BST BST
BUS RES Bl'S RES RES BUS RES BUS RES BUS RES Bes

CRJS
- Count X X X X X X X X X X X X X X X X X X
- %ofTolal X X X X X X X X X X X X X X X

DLETH
- Count X X X X X X X X X X X X X X X X X X
- %ofTolal X X X X X X X X X X X X X X X

DLR
- Count X X X X X X X X X X X X X X X X X X
- %ofTolal X X X X X X X X X X X X X X X

OSPCM
- Count X X X X X X X X X X X X X X X X X X
-%ofTotal X X X X X X X X X X X X X X X

LMOS
- Count X X X X X X X X X X X X X X X X X X
-%ofTotal X X X X X X X X X X X X X X X

LMOSupd
- Count X X X X X X X X X X X X X X X X X X
- %ofTotal X X X X X X X X X X X X X X X

MARCH
- Count X X X X X X X X X X X X X X X X X X

, - % of Total X X X X X X X X X X X X' X X X
Predictor

- Count X X X X X X X X X X X X X X X X X X
- % ofTotal X X X X X X X X X X X X X X X

SOCS
-Count X X X X X X X X X X X X X X X X X X
-%ofTotal X X X X X X X X X X X X X X X

LNP
- Count X X X X X X X X X X X X X X X X X X
- % of Total X X X X X X X X X X X X X X X

Function: Average Answer Time - Repair Centers
Measurement • This measure ~ monitor~ that BSTs handling of support center calls from CLECs
Overview: are comparable with support center calls by BST's retail customers.
Measurement 1. Average Answer Time for BST's Repair Centers = (Total time in seconds for BST's
Methodology: Repair Centers response) / (Total number of calls) by reporting period

Definition: This measure demonstrates an average response time for the CLEC to
contact a BST representative

Methodology: Mechanized report from Repair Centers Automatic Call Distributors.

Average Answer Time - Repair Centers
Average Answer Time/Month in Seconds

Business Repair BST Resale Residence UNE Center
Center Repair Center Repair Center

Region Total X X X X
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Function: Missed Repair Appointments
Measurement When the data for this measure is collected for aST and a CLEC it can be used to
Overview: compare the percentage of accurate estimates of the time required to complete service

repairs for aST and the CLEe.
Measurement 2. Percentage of Missed Repair Appointments =(Count of Customer Troubles Not
Methodology: Resolved by the Quoted Resolution Time and Date) / (Count of Customer Trouble

Tickets Closed) X 100.

Definition: Percent of trouble reports not cleared by date and time committed. Note:
Appointment intervals vary with force availability in the POTS environment. Specials
and Trunk intervals are standard interval appointments of no greater than 24 hours.

Methodology: Mechanized metric from maintenance database(s).

Reporting Dimensions: Excluded Situations:.' CLEC Specific • Trouble tickets canceled at the CLEC request
• CLEC Aggregate • aST trouble reports associated with internal or
• aST Aggregate administrative service

• State and Regional Level

Data Retained Relating to CLEC Experience: Data Retained Relating to aST Performance:

• Report Month • Report Month

" CLEC Ticket Number • aST Ticket Number

• Ticket Submission Date • Ticket Submission Date
• Ticket Submission Time • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time

• Ticket Completion Date • Ticket Completion Date

• Service Type • Service Type

• Disposition and Cause (Non-DesignINon-Special • Disposition and Cause (Non-DesignINon-Special
only) only)

• State and Region Level • State and Region Level
MIssed Repair ApPolDtments

Total Dispalch No-Dispalch
CLECIEU BST CLECIEU BST

Local Inlerconnecllon Trunks 00

• TOlal
Resale· Residence X X X X X

• Total X X
Resale· Business X X X X X

• Total X X
Resale· Design ••

• TOlal
UNE Des.gn 00 I

• TOlal
UNE Non Design X X X X X

• TOlal X X
aST

Local Interconneclion Trunks 00

Relail Residence X X X

Relail BusIDess X X X

Ret:ul DeSign 00 X X X

",OIC·· Customer Trouble Reporu related to Inlerc:onnecuon Trun,,"s and Dt'SI~n services are not g.i\'en appointments. but are handled on I pnority lirsl in. tirsl out buil
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Function: Customer Trouble Report Rate
Measurement This measure can be used to establish the frequency (rate) of customer trouble reports
Overview: and employed to compare CLEC with SST results.
Measurement I. Customer Trouble Report Rate =(Count of Initial and Repeated Trouble Reports in
Methodology: the Current Period) / (Number of Service Access Lines in Service at End of the Report

Period) X 100. Note: Local Interconnection Trunks are reported only as total troubles.

The Customer Trouble Report Rate is computed by accumulating the number of
maintenance_initial and repeated trouble reports during the reporting period. The
resulting number oftrouble reports are divided by the total number of "service access
lines" existing for CLECs and SST respectively at the end of the report period.

Definition: Initial and repeated customer direct or referred troubles reported within a
calendar month (Where cause is not in carrier equipment) per 100 lines/circuits in
service.

Methodology: Mechanized metric for trouble reports and lines in service.

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Trouble tickets canceled at the CLEC request

• CLEC Aggregate • SST trouble reports associated with

• SST Aggregate administrative service

• State and Regional Level

Data Retained Relating to CLEC Experience: Data Retained Relating to SST Performance:

• Report Month • Report Month

• CLEC Ticket Number • SST Ticket Number

• Ticket Submission Date • Ticket Submission Date

• Ticket Submission Time • Ticket Submission Time

• Ticket Completion Time • Ticket Completion Time

• Ticket Completion Date • Ticket Completion Date

• Service Type • Service Type

• Disposition and Cause tNon-DesignlNon-Special • Disposition and Cause (Non-DesignINon-Special
only) only)

• State and Region Level • State and Region Level
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Dispatch No Dispatch TOlal
Local Interconnecllon Trunks X X X

Resale Residence X X X

Resale Business X X X

ReSale DesIgn X X X

UNE Design X X X

UNE Non Desi~'11 X X X

BST

Local Interconnection Trunks X X X

Retail Residence X X X

RetaIl Business X X X

RetaIl DeSign X X X

UNE Loop \\,LNP X X

Function:
Measurement
Overview:
Measurement
Methodology:

Quality of Repair & Time to Restore
This measure, when collected for both the CLEC and BST and compared. monitors that
CLEC maintenance requests are cleared comparably to BST maintenance requests.
3. Maintenance Average Duration =(Total Duration Time from the Receipt to the
Clearing of Trouble Reports) 1(Total Troubles)

4. Percent Repeat Troubles within 30 Days = (Total Repeated Trouble Reports within
30 Days) 1(Total Troubles) X 100

5. Out of Service (OOS) > 24 Hours =(Total Troubles OOS > 24 Hours) 1(Total OOS
Troubles) X 100

Definition: For Out of Service Troubles (no dial tone, cannot be called or cannot call
out): the percentage of troubles cleared in excess of24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of
total troubles reported.

For Average Duration: Average time from the receipt of a trouble until the trouble is
cleared.

Methodology: Mechanized metric from maintenance database(s).
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Reporting Dimensions: Excluded Situations:

• CLEC Specific • Trouble reports canceled at the CLEC request

• CLEC Aggregate • BST trouble reports associated with

• BST Aggregate administrative service

• State and Regional Level
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Perfonnance:

• Report Month • Report Month

• Toral Tickets • Total Troubles

• CLEC Ticket Number • Percentage of Customer Troubles Out of

• Ticket Submission Date Service> 24 Hours

• Ticket Submission Time • Total and Percent Repeat Trouble Reports with

• Ticket Completion Time 30 Days

• Ticket Completion Date • Total Duration Time

• Toral Duration Time • Service Type

• Service Type • Disposition and Cause (Non-Oesign/Non-Special

• Disposition and Cause (Non-Oesign/Non-Special only)
only) • State and Region Level

• State and Region Level

Page 25 Version 070298



Service Quality Measurements
Regional Performance Reports

MAINTENANCE & REPAIR

Maintenance Average Duration

09/01/98

Dispatch No Dispalch TOlal

Local Inlerconnectlon Trunks X X X

Resale Residence X X X

Resale Busmess X X X

Resale Desl!!n X X X

UNE Design X X X

UNE Non DesIgn X X X

BST

locallnterconnecllon Trunks X X X

Re1:ul Resldcnce X X X

Relall Busmess X X X

Retail Design X X X

Percent Repeat Trouble within 30 Davs
Dispatch No Dispatch TOlal

Local InterconneCllon Trunks X X X

Resale Residence X X X

, Resale Business X X X

Resale Design X X X

UNE Design X X X

UNE Non Design X X X

BST

Local Interconnection Trunks X X X

Relall Residence X X X

Retail Business X X X

Retail Design X X X

Out of Service more than 24 Hours
Dispatch No Dispatch Total

Local Interconnection Trunks X X X

Resale Residence X X X

Resale Business X X X

Resale Design X X X

UNE Design X X X

UNE Non Desil!n X X X

BST

Local Interconnection Trunks X X X

Retail Residence X X X

RetaIl Busmes> X X X

Retail Des.gn X X X
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BILLING
Function: Invoice Accuracy & Timeliness
Measurement The accuracy of billing invoices delivered by BST to the CLEC must provide CLECs
Overview: with the opportunity to deliver bills at least as accurate as those delivered by BST.

Producing and comparing this measurement result for both the CLEC and BST allows a
determination as to whether or not parity exists.

Measurement I. Invoice Accuracy = (Total Billed Revenues during current month) - (rrotal
Methodology: Adjustment Revenues during current month/) I Total Billed Revenues during

current month I x 100
This measure provides the percentage accuracy of the billing invoices for a CLEC by
dividing the difference between the total billed revenue and total adjustment revenues
by the total billed revenues during the current month.

2. Mean Time to Deliver Invoices =:E( (Invoice Transmission Date) - (Date of
Scheduled Bill Close») / (Count of Invoices Transmitted in Reporting Period)
This measure provides the mean interval for billing invoices. CRlS-based invoices
should be released for delivery within six (6) workdays, and CABS-based invoices
should be released for delivery within eight (8) calendar days.

Objective: Measures the percentage of accuracy and mean interval for timeliness of
billing records delivered to CLECs in an agreed upon fonnat.

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Any invoices rejected due to formatting or

• CLEC Aggregate content errors

• BST Aggregate • Adjustments not related to billing errors (e.g.,
credits for service outage)

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Report Monthly • Report Monthly

• Invoice Type • Retail Type

• Resale • CRlS

• Unbundled Element Invoices (UNE) • CABS

• Interconnection
InVOice Accuracy
Reported Month:
Invoice Tvpe:.

Total Billed Revenues Total Adjustment % Accuracy
Revenues

CLECA X X X

CLEC AGGREGATE X X X

BST AGGREGATE X X X

InVOice Tlmehness
Reported Month:
Invoice Type:

CLEC SpeCIfic RegIOn

CLEC A!!gregale RegIon

• Resale

·UNE

.lnlerconneClIon

% CRIS Bills Released
(by 611I Workday)

x
X

% CABS Bills Released
(By S'b Workday)

x
aST Aggregate

Re!!lOn x x
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Measurement
Overview:

Measurement
Methodology:

The accuracy of usage records delivered. by BST to the CLEC must provide CLECs
with the opportunity to deliver bills at least as accurate as those delivered by BST.
Producing and comparing this measurement result for both the CLEC and BST allows a
detennination as to whether or not parity exists.
t. Usage Data Delivery Accuracy = (Total number of usage data packs sent

during current month) - (Total number of usage data packs requiring
retransmission during current month) I Total number of usage data packs sent
during current month

This measurement captures the percentage of recorded usage and recorded usage data
packets transmitted error free and in an agreed upon fonnat to the appropriate CLEC, as
well as a parity measurement against BST Data Packet Transmission.

2. Usage Data Delivery Completeness = (Total number of Recorded usage
records delivered during the current month that are within thirt)· (30) days of
the message(usage record) create date) I (Total number of Recorded usage
records delivered during the current month)

This measurement provides percentage of recorded usage data (BellSouth recorded and
usage recorded by other carriers) processed and transmitted to the CLEC within thirty
(30) days of the message (usage record) create date. A parity measure is also provided
showing completeness ofBST messages processed and transmitted via CMOS.

3. Usage Data Delivery Timeliness = (Total number of usage records sent within
six(6) calendar days from initial recording/receipt) I (Total number of usage
records sent)

This measurement provides percentage of recorded usage data(BellSouth recorded and
usage recorded by other carriers) delivered to the appropriate CLEC within six (6)
calendar days from initial recording. A parity measure is also provided showing
timeliness ofBST messages processed and transmitted via CMOS.

Objective: The purpose of these measurements is to demonstrate the level of quality
and timeliness of processing and transmission of both types of usage data (BellSouth
recorded and usage recorded by other carriers) to the appropriate CLEC.

Methodology: The usage data will be mechanically transmitted or mailed to the CLEC
data processing center once daily. Method of delivery is at the option of the CLEC.
Timeliness and completeness measures are reported on the same report.
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